Abstract-The measurement of banking service quality was done by Fuzzy servqual method. Service quality used five dimensions contained in servqual was tangible, reliability, responsiveness, assurance, emphaty. The results of this study indicated that the gap value of the five dimensions had a negative value. It means that the quality of service got was not in accordance with the expectation of the customer. The highest gap value was the dimension of responsiveness and the lowest gap was the dimension of reliability. Thus it can be seen that the dimensions of responsiveness were a concern to improve service quality. One variable that had a positive value was Customer Service variable who helps customer need.
communication and other physical facilities. Therefore, this physical evidence must be attractive and modern. (b) Responsiveness, namely the willingness of bank employees in giving services to customers. For that, the bank management needs to give great motivation for all bank employees to support the service activities to customers indiscriminately. Will support service activities to customers indiscriminately. It would be better if the motivation given to an employee will be rewarded according to his ability. (c) Assurance, the assurance that the employee has the knowledge, competence, courtesy and credible nature or behavior. This is important for the customer to be confident that their transactions are right and on target. (d) Reliability, namely the ability of banks in giving services that have been promised quickly, accurately and satisfy customers. In order to support this, every employee of the bank is otherwise given training and education in order to improve his/her abilities. (e) Empathy, which is able to provide convenience and establish relationships with customers effectively. Then also able to understand the individual needs of each customer quickly and appropriately. In this case the problem of work procedures associated with the level of service to customers.
Bank Mandiri is succesful in making service excellence as part of a consistently applied and sustainable corporate culture. This achievement becomes a pride, as well as a challenge to be able to maintain and even improve the quality of service. Bank Mandiri continues to develop employee competencies by developing customer service delivery processes. Bank Mandiri also continues to improve the performance of information technology that can support various service innovations to accelerate the process, making it easier for customers to transact. The purpose of this study was to determine the level of customer satisfaction using banking services. Fuzzy servqual is a fuzzy set theory that serves as a means of presenting uncertainty and is a tool for modeling uncertainties related to disguise, uncertainty and lack of information relating to specific elements and problems encountered [12] .
II. METHOD
The population in this study were all Bank Mandiri customers who did the transaction in Bangkalan Branch Office. To determine the number of samples, researchers used the opinion of Slovin [13] 
In order to obtain more accurate data results, then the number of respondents who will be sampled and fulfilled to 100 customers.
The analytical method used was Fuzzy Servqual Analysis [14] , to see how far the difference between expectation and performance or perception of the customer for service perceived by the customer. Service quality measurements in the servqual model were based on multi-item scales designed to measure service quality in five key dimensions and to gauge bank customers' expectations and perceptions, and the gaps between them in the five main servqual dimensions (Tangible, Reliability, Responsiveness, Assurance, and Empathy). The five main dimensions were translated into each question for the service quality variable arranged in questions based on the likert scale of 1 to 5 such as Table 1 . Having good knowledge about service Q19
Having the ability to answer the question Q20
Understand to the problem happended Q21
Empathy
Having Familiy sense to the customer Q22 Speech and speak well Q23
Providing an understanding of the problem to the customer Q24
Give priority to customer's interest in serving Q25
Raise customers well if you make a mistake
III. RESULTS AND DISCUSSION
The first stage of this research was data preparation, which was obtained from 100 customers. The data obtained was the questionnaire data from 25 attribute questions that had been grouped into 5 servqual dimensions
A. Fuzzy Alghoritm of Service Quality
The first step was converting the scale value into the fuzzy number of input variables to each attribute. Determination of fuzzy sets such as Figure 1 . (4, 5, 5) In the interpretation, when the respondent chose a value of 4 (satisfied), it means that he considered, that 3 and 5 were the minimum and maximum values (or can be interpreted, that respondents consider which of the three hypotheses, plain, satisfied and highly satisfied that they find most representative). In the fuzzy method, a score of 4 corresponds to a value of (3, 4, 5) . Similarly, the score 5 corresponds to (4, 5, 5) to obtain a fuzzy number of each value, such as Table 2 . After the conversion was done then the next process of composition fuzzy number ( , , ) for the perception and expectation of each attribute by using the principle of arithmetic operations on the TFN set. This composition process was used to obtain the composition value of the fuzzy number of all respondents by using arithmetic mean to obtain average weight score: 
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The value of the fuzzy number composicomposition of attribute obtained, then as done deffuzzyfification process with the method of centroithe d to obtain the value of a single value of each attribute. By using the Center of Area method that will be formulated as follows:
The process above was repeated until all the attributes that exist in the perception and expectation got a deffuzzification value or single singular value. The gap performance value was calculated from the difference between the deffuzzification value that exists between the perceptual variable score and the expected variable of each attribute. With the following formula:
After the defuzzification process was done, then got a single value that was representative. Furthermore, the analysis included: (1) Analysis of performance/reality vices provided.
(2) Analysis of student expectation to service. Gap analysis of service quality between performance/reality and expectations/ service for attribute and dimension.
B. Discussion
The result of the defuzzification value of each variable of perception and expectation. Calculation of Servqual (Gap) Values each Attribute between Perceptions and Expectations of bank customers. The following are 5 variables or criteria with the biggest servqual value that should be the bank's attention. From the order of 5 above criteria that need to get more attention and evaluation of improvements from the bank, because the five criteria were perceived less by the customers. In table IV, it can be seen that the average of gap result from perception and expectation had negative value, there is only one statement variable that has a positive value that is the 5th statement of the statement (Customer Service helps customer need), with gap value 0.06. From this, it can be concluded that the customer had not been satisfied with the 18 variable statement, and only one variable that had reached the level of customer satisfaction.
Calculation of Servqual Value (Gap) each Dimension between Customer's Perception and Expectation as Table V. The gap per dimension calculation results shows that Dimension Responsiveness ranked first with a value of -1.04. This suggests that the criteria in the Responsiveness Dimension are necessary or prioritized for improvement. After processing data on each dimension, from the table above can be seen that all dimensions have a negative value. The first rank was the Responsiveness dimension with the gap value of -1.04, then in the second rank was Empathy dimension with gap value of -1.58, the third rank was Tangible dimension with gap value -1.94, the fourth rank was Assurance dimension with gap value of -2.22, and fifth was Reliability dimension with gap value of -2.36. From the data, it can be concluded that the overall dimension has not met the expectations of bank customers. Thus the priority dimension to be improved was the Responsiveness dimension. 
C. Managerial Implication
In the banking, this responsiveness needs to be applied not only in the business world but also in interacting with others in the daily social system. The application in the banking is a front-liner service in the bank. A Customer Service in serving customers who come to the bank to transact or obtain information. Responsiveness, in general, is a desire to help, how to provide fast service, handling problems or complaints well and responsive to customer needs. Advancements in various fields supported by the sophistication of the communications media, unconsciously these have led to existing in conditions of high comfort levels. So if in certain circumstances facing inconvenience it will quickly react because it is not satisfied. Responsiveness to customer needs is a very important factor in serving customers.
Some activities that can be done to serve customers with responsive namely: (1) Immediately stand up to welcome customers and say greeting: "Good morning, can I help you ?". 
IV. CONCLUSION
Based on the results of research it can be concluded that based on the measurement of the five dimensions of service quality obtained all dimensions had negative value. Thus what is expected by customers to banking service was not in accordance with the reality received in the service. In these five servqual dimensions, the highest gap value was Responsiveness dimension and the lowest gap was Reliability dimension. From these results, the dimension of Responsiveness was a concern for banks to improve the quality of service. From the gap value per statement variable in the service quality dimension, there is only one value that has a positive value that is the 5th statement, Customer Service helps the customer needs. From this, it can be concluded that 24 other variable statements had not reached the level of customer satisfaction.
